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ABSTRAK 
Mutu pelayanan merupakan aspek vital dalam usaha untuk memenuhi 
kebutuhan pelanggan. Ketika pelanggan merasa mutu pelayanan baik, 
pelanggan akan merasa puas. Tujuan penelitian ini untuk mengetahui kualitas 
pelayanan terhadap kepuasan pelanggan di Apotek Yuwana Madiun. Penelitian 
ini merupakan penelitian deskriptif dengan pelanggan di Apotek Yuwana 
Madiun yang melakukan pembelian obat diambil sebanyak 80 sampel dengan 
menggunakan teknik sampling non probability sampling yaitu insidental 
sampling. Instrumen yang digunakan adalah kuesioner. Hasil penelitian kualitas 
pelayanan yang diberikan oleh Apotek Yuwana Madiun dari 5 dimensi yang 
dilakukan dengan hasil indeks kualitas pelayanan dimensi bukti fisik 
(tangibles), kehandalan (reliability), daya tanggap (responsiveness), jaminan 
(assurance), dan empati (empathy) rata-rata 88,5% dengan kategori baik sekali. 
Sedangkan kepuasan pelanggan di Apotek Yuwana Madiun dari 5 dimensi yang 
dilakukan dengan hasil indeks kepuasan pelanggan dimensi bukti fisik 
(tangibles), kehandalan (reliability), jaminan (assurance), dan empati (empathy) 
rata-rata 87,6% dengan kategori sangat puas. Sedangkan dimensi daya tanggap 
(responsiveness) 71,25% dengan kategori puas. 
 
Kata kunci : kualitas pelayanan, kepuasan pelanggan, apotek. 
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ABSTRACT 
 
Service quality is an important aspect to fulfill customer need. As a 
customer gets a good service quality, he will absolutely feel satisfied with the 
service. This research is aimed to determine the service quality towards 
customer satisfaction in Yuwana Pharmacy in Madiun. The research is a 
descriptive in nature. It was conducted by taking 80 samples of customers 
purchasing medicine in Yuwana Pharmacy in Madiun. To get the samples, this 
research applied non probability sampling technique, namely incidental 
sampling and questionnaire was used as the instrument. The research showed 
the quality of service provided by Yuwana Pharmacy in Madiun considered 
from 5 dimensions carried out with the results of the service quality index 
dimensions of tangible evidence, reliability, responsiveness, assurance, and 
empathy was at the average of 88,5 % with very good category. While customer 
satisfaction in Yuwana Pharmacy in Madiun was considered from 5 dimensions 
and carried out with the results of the customer satisfaction index dimensions of 
tangible evidence, reliability, assurance, and empathy was at the average of 87,6 
% with the category of feeling very satisfied.  Whereas, the result of 
responsiveness dimension was 71,25 % with the category of feeling satisfied. 
 
Keywords: service quality, customer satisfaction, pharmacy 
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